Abstract
Introduction
According to the UNWTO, international tourism revenues in destinations worldwide grew 3.6 % in 2015, and the tourism sector's share of world exports increased to 7%. Revenues in this sector consist of accommodation, food and beverage, entertainment, shopping, and other goods and services related to tourism (UNWTO, World Tourism Barometer, 2016:1) . In 2015, international tourist arrivals reached 1.114 million people, with China (165 billion US$), the US (112 billion US$), Germany (92 billion US$), the UK (58 billion US$), and Russia (50 billion US$) as the biggest spenders. One in 11 jobs and 30 % of services exports worldwide are within the tourism sector (www2.unwto.org/content/why-tourism).
The tourism subsector of the service industry requires high levels of employee-customer interaction, highlighting the importance of turnover in this industry. Previous studies define personnel turnover as the rate at which employers add and lose personnel (Chikwe, 2009: 44) or as any permanent departure beyond organizational boundaries (Cascio, 1989) . The high try (Davidson, et al., 2010: 453) . Referring to Hatipoğlu et al. (2013) , Emiroğlu et al. (2015) stated that even in Turkey (a developing country) İstanbul's hotels had a 21.9 % turnover rate in 2013 (Emiroğlu et al., 2015: 386) .With 2014 figure, total turnover rate was founded as 27.6 % in hospitality industry in Bangkok (Tongchaiprasit, Ariyabuddhiphongs, 2016: 34) .
Turnover costs can be as high as 2,000 US$ to 3,000 US$ for skilled line cooks and servers (Drummond, 1990) . Others report direct costs of 2,090 US$ for non-managerial positions (Pollin, Brenner, 2000) . Personnel cost is also a primary concern for restaurant managers, operators, and other restaurant positions (Mathe, 2012:401; Walzack, Reuter, 2004) . The National Restaurant Association cites turnover costs of 5,000 US$ per restaurant employee (Gustafson, 2002: 109) . A study in 1990 in the US reported turnover costs per employee of between 2,900-4,700 US$ and 17,000-20,000 US$ for top management positions (Grandone, 1994: 3-6) . The hidden and visible costs of turnover may be as much as 11 billion annually (Abbasi, Hollman, 2000; Wells, Peachey, 2011:26) . USA can be given as an example of over 11 billion annual turnover cost for companies (Josiam, et al., 2011: 18) . However, despite this earlier research and the importance of travel agencies in the tourism sector, there are few studies of turnover for travel agency personnel (Kim, 2014: 56) .
Methodology

Data Collection
This study used questionnaires to survey human resources managers face-to-face in the sampled hotels, and all responses were evaluated separately. All related data to calculate the costs of involuntary turnover were collected from the human resource managers for 7 positions: 1) Housekeeper with 2 years' experience; 2) Reservation Chief with 1 year of experience; 3) Food & Beverage Manager with 3 years' experience; 4) Front Office Manager with 5 years' experience; 5) Accounting Clerk with 1 year of experience; 6) kitchen staff with 3 years' experience and 7) Technical Services Manager with 4 years' experience. These seven positions were selected as examples. For confidentiality, each hotel is represented using a letter assignment. The samples were taken from six hotels in 2000, seven hotels in 2010, and six in 2016.
Calculations
While it is nearly impossible to calculate the complete costs of turnover in reality, earlier studies have used soft calculation approaches. In most cases, it is possible to calculate the direct costs, though calculating indirect costs such as loss of productivity, skill development, and loss of image are much more difficult. This study calculated involuntary turnover for 5-star hotels in the sample using Cascio's (1995: 582,583 ) three components of separation costs, replacement costs, and training costs. 
Instructions by personnel assignment (on-the-job training)
Source: Cascio (1995: 582, 583) 
Separation pay
This measure was changed from the original to account for Turkey's regulations, which require two legal separation payments: severance pay and leave compensation. For severance pay, employees must have worked a minimum of 1 year, and the maximum amount paid in 2000, 2010 and 2016 could not exceed the maximum payment, which the Turkish government sets twice per year. For example, the maximum payment was 841 US$ in 2000. Hotels can pay leave compensation either by paying the terminated employee according to his/her work experience or providing leave to the terminated employee according to his/her work experience. Legally, employees are entitled to 14, 28, 42, and 56 days off for work experience less than 6 months, 6 months to 1.5 years, 1.5 to 3 years, and 3 years or more, respectively. All hotels in the sample stated a preference for paying terminated employees. 
Training Costs
The total training costs for new employees include both internal and external training.
To calculate the turnover costs, the gross monthly wages of employees are divided by 30 to determine the daily figures, which are then converted to hourly wages. The formulas can thus use hourly wages for the calculations. The daily amounts were then divided by 450 (7.5 hours × 60 minutes) to find wages per minute. The average working hours for the sample were assumed to be 7.5 per day, though in the hospitality industry, there are many cases when this is higher. The calculations were conducted for 2000, 2010 and 2016 using the same research method, assumptions, and cost components for the seven positions. All calculations were first made in Turkish Lira and then converted to US dollars according to the currency rates of the Turkish Central Bank for comparability to other studies and international contexts. Table 3 The turnover costs for the hotels in the sample varied due to their differing wage and human resource policies and procedures. This result is of primary interest to human resource managers. Since the minimum wage is common in Turkey, the total costs of turnover should be simi-lar as in other sectors. However, the costs will be different for firms paying more than the minimum wage. Within the sample, few hotels train their employees, so these costs are very low. In addition, none of the hotels in the sample in 2016 provided employee orientation.
Conclusions
This study examined the cost of involuntary personnel turnover, which in Turkey's legal environment, is much higher than voluntary turnover because the cost includes severance pay and leave compensation. Without these two additional components, the costs would actually be the same. Overall, the sample shows that there was no difference among the hotels in terms of looking for staff, wages, and importance of personnel. However, hotels must be careful, especially regarding involuntary turnover, because this generally serves as a red flag to employees and potential applicants. Hotels with consistently high involuntary turnover rates could have serious problems recruiting new employees in the future.
Trade unions and employment laws will naturally have a significant effect on turnover. However, in the current economic environment in Turkey people are "happy" because they have a job, and tend to disregard aspects such as suitability, working conditions, working atmosphere, whether the firm has career planning, and so on.
The minimum wage is the most common in all sectors, though there are also free market supply and demand factors that define wages. Aside from wages, employers in Turkey add value through other benefits such as holiday allowances. 14 days off for work experience of less than 5 years and 21 days off for the work experience of 5 years and more. This benefit thus appears in the turnover calculations.
This study does have several limitations. First, the sample includes only a limited number of 5-star hotels at three different times. Other studies exist with wider samples and in different regions of Turkey. Additionally, there are ranges in turnover costs due to differences in wages and human resource policies at each hotel. The more research to be done will give better results in future. Second, the calculations were based on replies from human resource managers, with no other verification. Third, this study calculated all cost components using a "soft calculation" approach to account for the difficulty in calculating indirect costs. Finally, differences by gender or other demographic factor were out of the scope of this study.
This study focused mainly on calculations of involuntary turnover costs. Future research can extend this study and address the limitations by addressing short and long term prescriptions, calculating monthly and yearly rates, demographic differences, reasons for leaving or termination, and departmental distributions. In the international context, this study is among the few to address the cost of turnover in Turkey. Though it adapts existing calculation methods to Turkey's regulatory environment for only seven positions at nineteen 5-star hotels, the results are useful for hotel managers and researchers interested in the financial aspects of employee turnover. 
